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Background and History

In an ongoing effort to meet the changing needs of customers and
maintain a competitive edge, many businesses are focusing today on
sustaining and enhancing quality service — which is regarded as
an important element of success. In addition to developing and
applying effective quality control systems, they encourage their staff
to set up Quality improvement Teams (QITs) or Quality Control
Circles (QCCs).These teams regularly put forward suggestions for
improvements in daily operations, and have achieved substantial and
tangible results concordant with operational policies that enhance
both productivity and staff capabilities. With an aim to sharing and
learning together to reach a win-win situation among businesses, the
idea to organize experience sharing conventions for successful
quality improvement cases was initiated.

The first Quality Improvement & Experience Sharing Convention was
instituted in 1997 by 6 participating organizations. With strong support
from other organizations thereafter, the Convention has become an
annual major quality event with participating organizations taking
turns to host.
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The Logo

This logo is especially designed for the Quality Improvement
and Experience Sharing Convention and has been used since
2001. The silhouetted heads and the inverted commas not only
symbolize the sharing among the quality organizations, but also
form a letter “Q” highlighting their quality achievements. This logo
also represents that the Convention has established
a learning platform for sharing their improvement
experience and their achievements of quality
management.
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(1st) Kowloon-Canton Railway Corporation

1998 BERERRERRA]

(2nd) The Hong Kong and China Gas Company Limited
1999 HPI R

(3rd) Tuen Mun Hospital

2000 MEEBRBERRA]

(4th) Synergis Management Services Limited
2001 BB

(5th) Hongkong Post

2002 ELTh% (58)ERAAE

(6th) Fuji Xerox (Hong Kong) Limited

2003 EEEFY

(7th) The Hong Kong Jockey Club
2004 BEAE]

(8th) MTR Corporation

2005 WEITRRE
(9th) Electrical and Mechanical Services Department

2006 IR R B AR AR
(10th)  vitasoy International Holdings Limited

2007 BEHRBEMERA

(11th) PCCW Limited

2008 BERERBERAR]

(12th) The Hong Kong and China Gas Company Limited
2009 MEEBRBERRAR]

(13th) Synergis Management Services Limited

2010 ELiEst (F8) ERAR
(14th) Fuiji Xerox (Hong Kong) Limited
2011 BEESS

(15th) The Hong Kong Jockey Club
2012 LN

(16th) MTR Corporation

2013 HEHDEREEERAR
(17th) Vitasoy International Holdings Limited
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Honorable guests and friends of QIES Convention,

| am pleased to welcome you all today to the 17th
Quality Improvement & Experience Sharing (QIES)
Convention. The annual QIES Convention has now become
a prominent platform for participating companies to
share our insight and experience about quality work which
drives continuous improvement and quality excellence.

Vitasoy International Holdings Limited is honored to be the
hosting company for this year’s event.

The theme for this year’s convention is “Quality
Excellence Through Smart Resources Utilization.” We
believe that by prudently and effectively utilizing our
resources as well as improving existing work flow,
corporations will increase operational efficiency and therefore
achieve better results. Moreover, these quality improvement
initiatives to save resources and reduce wastes will also
contribute towards environmental conservation.

As the hosting company for 2013, our goal is to continue
the mission of QIES Convention, and to continue
making the annual convention a better platform to share
and promote quality work. The success of the QIES
Convention in the past 16 years has been a driving
force for us to pursue further excellence. We have
also received tremendous support from the other 7
participating organizations, namely the MTR Corporation,
Synergies Management Services Limited, Fuji Xerox
(Hong Kong) Limited, The Hong Kong Jockey Club, The Hong
Kong and China Gas Company Limited, The Hong Kong
Housing Society and CLP Power Hong Kong Limited.
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These companies had all sent representatives to
participate in the working committee meetings, and
provided valuable input and suggestions during the
course of preparation for today’s convention. These
included theme development, venue decoration,
stage design, audio and visual effects, program book
production etc; all put together to attain the same
excellent quality standard as in previous years. So
what you will experience today is the result of the
collective efforts made by all of us. | would like to take
this opportunity to thank the participating organizations,
and every committee member for their dedicated effort and
time.

Today we join hands to share our experiences in
achieving quality excellence through smart resources
utilization. This is an excellent platform for us to learn
from each other, to broaden our knowledge as we
continue our journey to strive for quality excellence.
May | wish the 17th QIES Convention yet another great
success!

Charles Chyi
Hong Kong Chief Executive Officer
Vitasoy International Holdings Limited
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Financial Controller
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Green Technology and Green Design in the Tin Shui Wai Telebet Centre
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Tin Shui Wai Green Pioneers
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Locked betting
terminal under
workstations

/N4 ZFB Team name

(& Team leader

BER KEE
Stephen TAI, Henrietta CHU

BB & & Background of the Team

A2 B 8 Date of formation

RoKBEiRE L 20091 A
Tin Shui Wai Green Pioneers January 2009
FrEB BP9 Composition {2E 8 Team facilitator
BERIRISBHRASE HEER
Telebet & Human Resources Peter NG

/NALFX & Team members
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BB S RS
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Alan AU, Andy LEUNG, Andy WONG, Daisy LIANG,
Debbie YAU, Jill LI, Melvin HUI, Rita LI, Tammy LEUNG,
Brian LEUNG, Joee TONG

Background

The Hong Kong Jockey Club has strong commitment to
environmental-friendly and sustainable practices across our
operations. In order to help creating jobs in the Tin Shui Wai New
Town, the Club transformed an under-utilized housing estate car
park in Tin Heng Estate into a Telebet Centre in 2009. The centre
is one of the largest contact centres in the region occupying a
floor area of about 55,000 sq.ft, providing 1,000 workstations for
2,500 Part-Time staff. High energy consumption such as
electricity is expected given the scale of the operation. The
working environment of the Telebet staff is also anticipated to be
improved.

Causes / Root Causes Analysis
and Validation

® Operation peak hours and the scale of Telebet Centre fluctuate
from day to day and not all the workstations/floor areas can be
utilized full day.

e For information security reasons, all the base units of the
betting terminals must be locked under the workstations.
Previously, authorized individuals were required to unlock each
workstation to turn on/off the base unit and check the status of
the terminals to ensure their smooth functioning. This resulted
in substantial human efforts and since there are more than
1000 work stations in the Tin Shui Wai Telebet Centre.

* The site was originally a car park and not designed to house a
large number of staff so the team faced many site constraints
such as low headroom and limited basic building services.

BRRBE

o EA (W] MRS BEEERLERAE—E

T PERPEID H —(EE AL Y8 S K B Rt B VR A AL 8 TR
(TER) @ &M@ THAmm ] PTER - BHERAR

RIRESA] AR S B B SOBSBIE - MR BEIRIBRE o
FOKEEZLER LB T —E [HEEMESEEF] -

ZEHRETE R A I RARAR R TN B R BT L

BBERIES  BRRIEMBLHKANGIRE - RFIR8E

BREFLE - ZEMHEEHERNSEMASHERT
FRLNHY4,800ZB4% S L o
FOKEEFEROEAFRNERR  FiHE - A
BTAASTEM TIEIRSE o I ERITIPLMZIER

i BERR RBIMABTSNZENEESRERE -

FABERSHZE - b AFHMEREENEeE -

R B3 3=

iz

o ARKERAIET2,500EMmEKS -
BBERAEAENETRET  STRRHENBE

1,000,000 E# ©

o [ ] MR ESEP LA EAREEDBIEE - &
BHER ©

e ABEMEITIME TIRHE—EAL 2 - BEMFEMNITIER

B _ABTILR -

¥ig

o EEEM BRI SEgERE (B - 4A58I%E)
# 2011

o FutureArch @ 58 L85 58 2012

o RAPEEGEH RET RS 2009

o BEREAEABEER 2010

e TNTEREZMTEES (R 2009, 2010, 2011, 2012,
2013

O ENMENTERIZFE (RUFAR) 2011, 2012

e BEFEANEIWESesIgE 8 (FE4) 2009/10

e Contact Centre World&x (=AY ORRETE 8 (S KHER)
2012

e Contact Centre WorldZz K[EEERRBF ORERRE -
FARBRISH L (KAL) EFLE 2010

o ARG LEERBEREE 2011, 2012, 2013

rovement

haring Convention

Solutions

® The Centre adopts the “City in City” design concept and
sub-divides the entire space into self-sustaining “mini cities”
(working zones) where workstations, lighting and air-conditioning
can be operated separately to fit operational needs and avoid
energy wastage.

An intelligent power management application has been
introduced in the Telebet Centre. Using a remote control, the
application can power on/off any workstation workstation by a
scheduling function that enhances operational flexibility and
efficiency, safeguarding system security in a cost-effective way.
Instead of locking/unlocking every workstation, the staff can
now sit in the control room and press a button to control the
booting of all workstations in the centre. The approach is later
introduced to all 4 Telebet Centres in the Club which in total
owns 4,800 workstations.

® The Tin Shui Wai Telebet Centre uses a special interior design
to overcome the site constraints and creates a comfortable
working environment for the staff. It meets all the latest
environmental, acoustical and ergonomic standards and
provides high energy efficiency.

Achievement & Benefit

Benefits

* The Centre creates 2,500 jobs for the local Tin Shui Wai
community.

e Yearly saving of around HK$1,000,000 in electricity consumption
for the department is achieved through the power management
application.

® The “city-in-city” design concept allows the centre to operate in
separate zones and saves energy.

* The Centre provides a safe, healthy and comfortable working
environment in order to improve staff morale.

Achievement / Awards

® Best Green ICT (Adoption-organizations) Award 2011

® Future Arc Green Leadership Award 2012

¢ Qutstanding Greater China Design Award 2009

* Quality Building Award - Certificate of Finalist 2010

® |ndoor Air Quality Certificate (Good Class) 2009, 2010, 2011,
2012, 2013

* |IAQwi$e Label (Good Class) 2011, 2012

* Hong Kong Ergonomics Society Outstanding Project Award
2009/10

® Contact Centre World Best Contact Centre Design - Gold
Medal Winner and Rank #1 in Asia Pacific 2012

* Contact Centre World Top Ranking Performers in Contact
Centre Industry Award (Asia Pacific Region) - Best Contact
Centre (Large) 2010

* APCSC Customer Service Excellence Award 2011, 2012, 2013

| 1B(eRE - BT KA BB IER ML (TIER)
Operator Hall - self-sustaining “mini cities” (working zones)
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CLP Power Hong Kong Limited
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SOSS (Safely On Site System)
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/N4 ZFB Team name

Fr B EBF9 Composition
BREEEIRPEEEEARHE BRAKIE

Generation Business Group &
Group Information Technology(8 members)

(& Team leader

CLP@ =

BB & & Background of the Team
AX3Z B H#i Date of formation

RERHy 2013%3H26H
Tai Chi 26 March 2013

{EE 8 Team facilitator

Ruby CHAN

/NERK S Team members

B EER RS HigE -
CHENG Mau Wo ZEE - EEE - RRIE

PANG Hong Chung, Alvin CHEUNG, Hugo TSE,
Simon LEE, LUK Kwok Sing, LEUNG Yau Hung

Background

Safely On Site System ensures all staff entering Black Point and
Castle Peak Power Stations have completed the GBG Safety
Induction Training. It provides real-time staff list to GBG
management, which are critical for safety especially during
emergency evacuation.

Sarery On Sive Svystem CLP@:P'

SOSS (Safely On Site System) X{E 2 &
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Causes / Root Causes Analysis

and Validation

¢ In Castle Peak Power Station and Black Point Power Station,
whenever there was a roll call in fire drill or emergency
evacuation, a personnel list could not be compiled and
prepared timely.

* The safety competency of all persons inside power station was
not guaranteed.

* The power stations’ entrances are also not spacious, and often
congested by cars, trucks and shuttle buses. Using traditional
solution like installing turnstiles in either bus stops or
entrances is definitely infeasible.

Solutions

* This project adopts a series of modern IT technology in achieving
the above targets, so as to avoid hassle on staff and create the
greatest continuous improvement potential in the future.

® After years of study, fixed point head-count checking was
abandoned. The ‘BOX’ was finally invented in the train of this
paradigm shift. The ‘BOX’ is a device installed on the bus.

* GPS returns location to the ‘Box’, data are sent back to CLP
server. Safety competency information are sent to security
guards, When the bus reaches the destination, passengers tap
their card on the ‘Alight’ region of the ‘Box’.

* Emergency roll call is swift up as the departmental roll call lists
are updated on the system by the fire wardens every month.

Achievement & Benefit

* Power Station’s Safety Policy can be enforced by ensuring all
personnel have completed the safety induction training before
entering the power stations.

® The ‘BOX’ is designed to resemble the ‘Octopus Card Reader’
in daily public transport with a response time less than 1
second. It's believed that staff can be easily accustomed to this
process.

* The system can identify the staff that have stayed too long in
the power station (e.g. 48 hours). The responsible units can
then search them in case of suspected missing personnel.
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Fuji Xerox (Hong Kong) Limited
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Field Operations Mobility Platform
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/N ZFB Team name

Mobility Solutions

Fr B EBF9 Composition

Bt Team leader

Andrew LAU

E & = Background of the Team
A% B Hi Date of formation

B 2012511818
1 November 2012

{EE 8 Team facilitator

B RIS R X EE FE
Customer Services & Support Department Tommy LI

/NERK S Team members

2ER FREES - BRERE - FRItR  HEE -
EIRR - BERGR - BEX
James CHAN, KK CHAN, Paul CHAN, Wilson FUNG,
Lo TAM, Benny YEUNG, Noah YEUNG

Background

Fuji Xerox (Hong Kong) Limited commits to fully satisfy our
customers by applying technology to carry out service innovation.
In order to streamline and mobilize business workflow, we
developed eLogbook mobility platform for engineers obtaining
information easily through smart phone anywhere. Hence, our
engineers can provide peace of mind service to customers.

Causes / Root Causes Analysis
and Validation

* Service details are required to record in both customer logbook
and service report once task completion, that lead to a huge
amount of paper consumption and redundant effort for record.

e Service call history in customer logbook could not be achieved
in advanced for better preparation by engineer and service
report cannot be accessed if no connection to Virtual Private
Network (VPN). Therefore, service effeciency would be
affected.

e Our current system can not reflect the real time service status,
so the customer service manager is difficult to ensure balance
work allocation.
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Quality Improvement

and Experience Sharing Convention

Solutions

* Fuji Xerox (Hong Kong) developed eLogbook mobility platform
for engineers to obtain customer record through smartphones.
In addition, the common service issues could be easily
identified and analyzed. Knowledge sharing database is
established to improve service efficiency.

* Once engineers completed the task, the related information
can upload to service report system directly to prevent
duplicate data entry and reduce the consumption of paper.

* Once engineers scanned the serial number barcode, customer
service manger could easily monitor the task status and
allocate resources appropriately.

Achievement & Benefit

* \We demonstrate Fuji Xerox (Hong Kong) adventurous spirit by
developing eLogbook mobility solutions. After deployment,
customer satisfaction is enhanced with a number of
compliments received.

® Reduce the consumption of paper and CO2 emission, aligning
with our corporate direction of environmental reservation.

Service support related information can be recorded in the
eLogbook system that would facilitate the analysis and
continuous improvement.

B RIGAEIR A LA Belogbook B I8 R EE R T A
ERBOER  WIEHBEENERAR - BERIIZM
BERMIR BRI R AR TP TR

Customer service manager can monitor the progress of
each service call through eLogbook system and make
appropriate allocation of resources to ensure that
engineers can provide prompt and effective services to
meet customer needs.

FifelogbookiENZ & T & - TIZAN AT A E 7735 1A
HEETFH  ERABENIEEN  EAEMEMATFE
HEEORIBRTS ©

Via eLogbook mobile platform, engineers can achieve
information through smart phone anywhere and provide
peace of mind service to customers.
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Trackway Fans Operation
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Fr B &8P Composition

ChUNG Wai Cheung

Optimization - AEL & TCL

BB & & Background of the Team

/N4 ZFB Team name

A2 B 8 Date of formation

RIZME 2008454 H29R
EC Circle 29 April 2008

{EE 8 Team facilitator

TR/ R @R Mg
Cross-departmental / LAM Kin Chung

Company Team (21 members)

X Team leader NERK S Team members

EEE BRFZT - BRI - RIWE - A4 - SEEE -
BBR - KBk HRPH - REH - Z8E -
Bmg - BrE - MBER - MR - RRE

WEE - HEE - BRI - BRE
CHAN TK Tsz Kei, CHENG Chak Hung, CHEUNG Pui Kwan
Betty, CHOI Chi Kit Victor, CHOI Kwok Wai Edmund,
CHOW Yin Leung Joey, CHU Chi Wing Vincent, CHU Yee

Ming, CHUI Kwok Hung, CHUN Man Yi Alice, HON Tik Pang,

LAI Chi Wai Leo, LAM Chun Chung, LEUNG Pui Yee Betty,
LEUNG Tin Wai, TANG Koon Sang, TSE Chung Wai,
YAU Kin Man Philman, YEUNG Lun Seung Jorn

Background

Throughout traffic hours, under the operation of Trackway Fans,
the heat generated by trains berthing at platform track was
exhausted to atmosphere so as to keep the temperature at
platform track below 35°C for the normal working of trainborne
air-conditioning units. Normally, Trackway Supply Fans were
operated in low speed while Exhaust Fans in high speed mode
that caused the following problems:

* All Trackway Fans were operating non-stop throughout traffic
hours and consumed a huge amount of electricity energy.
Yearly electricity energy consumption was about 17,396,776
KWh, an expenses of HK$9,000,000;

® There were 9 numbers of inappropriate trackway fans workings.

Causes / Root Causes Analysis

and Validation

® All causes were figured out with Brainstorming and Cause &
Effect Diagram while the root causes were screened out and
validated by use of Cause & Effect Matrix Diagram and Pareto
Analysis. From another point of view, we found out the root
causes again with Lean tool, 5-Why Analysis. The root causes
found out by the two different methods were then compared.

Finally, the following factors were confirmed as the root causes of

the problem:

® Excessive operation of trackway fans;

* No periodic review.

BRFE
FREMMAHETA - LETRBRTROFAMRS - 47
P BRI - BEEEA TAERA R

o BFTA KB RENEBENERSAEEN S RLAK
BT

s SFFHMMEFESRENTBEA A RIRASNE
fF e

2011 K% 2012F B FE#ISIRET R RE D AR EREE
N AERUBERBNERENETER - AGRINBER
FHEISCUAT »

R R 3y i

BEREEE

e FEBERD T43.55%  BFEEHET7,570,000F FEL/)
BF - B AT A A K48 15,220,000t EE S

 NEEMABKIRSEEHEBERLET
o ARG 4, 700MERRBERLE o

ﬂﬁ/ 48 ﬁ

o HRF] : IRRIAMEBERR TEMZR - EEEPT - &
W2 EEEREE

o Hitm  MEMRAE A0 - AoM] - AIEFRR -
BEXMEE - WIS [HEER] [ NEE] R

o HEA - RFMBENRAEEAH  IBINTERT - B8
MRR ©

ABRIEFRE (TEF)
it

m?E MR T\

FE LSRN BRI

Sl ER RN

BRzER
REFEN
RAE8E

AABAtER (TSF)

1 S

ality Improvement

Solutions

By use of effective quality tools in evaluating the cost effectiveness,
feasibility, pros and cons of all possible improvement solutions,
2 final solutions were adopted:

* Modify all Trackway Exhaust Fans on Airport Express Line &
Tung Chung Line from high speed to low speed mode working;

® Review and update the Trackway Fans Operation on Airport
Express Line & Tung Chung Line annually.

Based on the results of trial tests in the summer of the years 2011
and 2012, the platform track temperature could be maintained
below 35°C under the low-speed-mode working of Trackway
Exhaust Fans with revised schedule.

Achievement & Benefit

Tangible Benefits

* Electric energy consumption reduced by 43.55% (7,570,000
KWh) in the yearly Trackway Fans Operation on Airport
Express Line & Tung Chung Line, saving HK$5,220,000 in the
yearly electricity expenses;

* All inappropriate Trackway Fans workings were eliminated
to zero;

e Carbon emission to the environment reduced by 4,700
tons yearly.

Intangible Benefits

* To the Corporation: Multiplying the achievements in
environmental protection and enhancing the
corporation image; promoting the cooperation and
communication between departments and the
contractors;

® To the Community: Popularising environmentally-
friendly and cost-effective practices; demonstrating
the spirit of “Continuous Improvement” and
“Energy Saving”;

RAEFED

RAERIEARDEET
- EFRERERR
- BERESECUUT

¢ To the Individuals: Encouraging team spirit and
working enthusiasm; enhancing the competence
and knowledge level of the team members;

BIRRSRERRER AERRE

Overview of the existing Trackway Fans Air Flow at the platforms of AEL &TCL
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Overview of the optimised Trackway Fans Air Flow at the platforms of AEL &TCL
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The Hong Kong and China Gas Company Limited Towngas

PR 22 25w 3 e
Soundness Test For Gas Safety

BB & & Background of the Team

/NE B FE Team name FX 3 B Hi Date of formation

U-& 2013%1H8
U Tube January 2013
FrEB BP9 Composition {2E 8 Team facilitator
B RBARREREE wmEE
Customer Enquiries & SIU Ping Kei
Installation Services Department
B & Team leader NEFX B Team members
B4R REE - BkE - HEXE -
LAU Chun Sing ReEE S BIE - BE

KRR B RRB

CHEUNG Kam Wah, IP Siu Wai, LO Man Fai,

U-E NG Ka Wing, TSANG Man Hei, LEUNG Ping Chung
U-Tube
de
H Background
BIE2012FE S 8T BRA TR ERERNIEESENE According to the statistics in 2012, Towngas’ installation services
490,000/ 1E S G REI2 IS T TS50, technicians carried out around 490,000 soundness tests in a dim
environment.

il 28 IR B8/ £ B 53 #7 F0 B 5

Causes / Root Causes Analysis

B 0T AL R T R R TR and Validation
o 818 T EIB IS W AS FIDAE » A2 R BT RIS, o ® The design of existing tool does not consider different

conditions of the working environment.

* The lighting condition is not ideal in the workplace which
affected technicians to perform the soundness test.
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HONG Kwok Fu, TAM Siu Cheong, WONG Wai Yip,

BRIE

REUTELEAM SR A RTAABRE S - R RMHE

Solutions
To design a new module which combines with the existing

INIETR R INRE equipment in order to provide an additional function of lighting
and feature.

B3R R 3 2% Achievement & Benefit

FRBE Tangible Benefits

TERH T EiA #9785 %588,0007T ° Around HK$88,000 annual saving.

i3 A ] Intangible Benefits

o WEREAHMIIERE - * To improve workplace environment for soundness testing.

LR/ FAWNCIIEOE S S N a T St =32 UNCI I /ey * To enhance the image of company and Win-Win-Win for
“RBAIKR © company, employee and customer.

H

MEEAMRERBU-ERBARIARA MEREAMEREEFREAATIARLS
New module combines with existing U-Tube New module combines with existing Digital
Pressure Testing tools Pressure Testing tools
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Hong Kong Housing Society
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660 Aluminium Guard
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i T . — d /N4 B 58 Team name

Fr B EBF9 Composition

(& Team leader

HONG KONG
HOUSING SOCIETY

BEREMmS

BB & & Background of the Team

A2 B 8 Date of formation
TBE 20074
Mira Vista 2007

{EE 8 Team facilitator

o e HEE
Kwun Lung Lau Estate Office Amy HUNG

/NERK S Team members

HER BEE - 23X - =R > REE
Kenny TANG BN - HEAE - BMEM - HEX -

AR ~ FRKAD - BRIRRE ~ BKR
Mark KWAN , Desmond LUI, Karen LEE, Dabby
LEUNG, AU Man Chiu, WONG Kwok Chu, CHENG
Wai Lam, TSE Tak Kwong, HO Chi Fai,

HON Wing Chung, CHAN Kun Cheung, Eric TSANG

Background

660-Litre garbage containers (commonly known as “660”) are
widely used for storage and transporting of refuses. When refuse
collection vehicles lift up and unload the refuses onto the vehicle’s
hopper and put down the “660” , it increases the chance of wear
and tear especially at the rim of the containers. In average, about
ten “660"are required to be replaced every year due to damages.

Causes / Root Causes Analysis
and Validation

® The “660” are made of plastic which may be damaged or
cracked due to frequent lifting and unloading of refuse. In turn,
the damaged “660” affected the storage and transporting of
refuse. Purchasing new containers is time consuming and
incurs extra expenses.

® Pungent odour emitted from the damaged “660” which affects
the living environment and hygienic condition of the estate,
thus damages the image of the estate and results in
complaints.

® The damaged “660” becomes a large-size waste and not
friendly to environmental protection works.
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Solutions

* Affix the aluminium plates to the rim of the “660” can enhance
its durability of the container. It can also increase its resistance
to the shocks of lifting and unloading action when unloading of
refuse. The life span of the “660” is prolonged.

Achievement & Benefit
e Cost-effective and applicable to other estates using the “660”".

® Reduce the purchase of new garbage containers means
saving of energy and raw materials for production of a new
garbage containters, thus beneficial to environmental
protection works.

* Save time and money for purchasing new garbage containers.
¢ Improve the cleaning and hygienic standard of the estate.

® Enhance the living quality and image of the estate.
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Synergis Management Services Limited

FHE/NEGPSESL
Shuttle Bus GPS Tracker
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/N4 ZFB Team name

Fr B EBF9 Composition

YXEER - BB BRE
Property Management - HK Island Alex KWAN

(& Team leader

SYNERGIS # &

total management solutions % 2 & 12

BB & & Background of the Team

A2 B 8 Date of formation

BEE 201248 A
HKI Team August 2012

{EE 8 Team facilitator

/NERK S Team members

b PIE - BEM - BHRE -
Thomas CHOW ZFNE - EEER - FPRD

Joseph LEUNG, Karen LA, Nissan TSE,
Vincent LI, Mackay LO, Ronnie TANG

Background

Synergis provides a round-trip shuttle bus service to residents
and visitors of Pearl Gardens between the property and Central.
However, the buses sometimes fail to arrive on schedule due to
traffic conditions. Committed to offering quality services to clients,
the Property Services Office has worked out a solution which
provides real time bus location details to residents and reduces
inconvenience that may arise. This effort has helped lifting up the
property image as well as enhancing the company’s core value of
commitment to quality.

Causes / Root Causes Analysis

and Validation

® Property Services Office received frequent enquiries from
residents on the shuttle bus location.

¢ Our staff had to call the driver to confirm the location each time.
This hindered our services efficiency and might also affect
driving safety.

® In cases where the shuttle bus could not meet the schedule

due to traffic, the driver did not have a proper channel to inform
the residents.
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perience Sharing Convention

Solutions
® Equip the shuttle bus with a phone featuring GPS function.

* [nstall a relevant app to the phone and set auto-sending of real
time location information to a specific website.

® Setup a property webpage.
* Embed the location information into the webpage.

Achievement & Benefit
* Residents can get the shuttle bus location information, service
hours and bus stop details for better travel planning.

* |t was a low cost solution which involves only a mobile phone
and a GPS monthly plan.

e The hi-tech solution showed Synergis’ commitment of continuous
service improvement.

® Both shuttle bus users and the Management Committee
members of the Incorporated Owners showed appreciation
towards this new service.

BEEERIGPSHREANES BX/ NEL B FHROERPHIRISIEERE

Shuttle bus users showed appreciation towards this new service.

Real time location of shuttle bus
information is shown on website by
means of GPS function.
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Vitasoy International Holdings Limited
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BB E
NEEFE Team name
s R
-~ = Vitaland
:-. i T 3N ? 9 : 9 , > Frr &8P Composition
¥ K| BSRBPY/B A FMRK

Cross-departmental /
Company Team (12 members)

LL[ : ’ ~1

(& Team leader
ZRg

! e W - j:

£ Background of the Team

A2 B 8 Date of formation

201318
January 2013

{EZE 8 Team facilitator

B2
LEE Chi Keung , Kenny

/NERK S Team members
TREH - PRE - AW - B

#Ef R it
Vitaland

Lk

BRI EBRAMEEN/ NER  EARSESRRE - 242K
REEEEELENRM  RERNERREARBES - A7
REREAXMENBERBIAMED T - REBBERH
Zi% 0 HRRE T BAYIR R - ERlEBREE MU BRI
EERNGEEERE  HATXETFERH  EREAML
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LEE Chi Keung , Kenny

EEHE B 25K BEE
BHSE ~ [IJKR - BREH
FONG Lai Shan , CHAN Ngai Ping Rita, TSANG Chui
Shan Tracy, MOK Yin Mei Isabella, LO Sze Wan Joyce,
CHOW Siu Man Priscilla, LAU Yuk Yin Teresa,
LAW Yuk Ying Elda, LAl Lau Ping Bell,
HO Siu Keung Michael, CHAN Kang Sun David

Background

The student recess period represents the peak operating time for
all Vitaland tuckshops. Students were unable to shop for their
favorite food / drinks due to long queuing time. We come up with
an improvement plan by setting up a self-service ticketing
machine to resolve this issue. The self-service ticketing machines
have helped consolidating the sales data and the inventory
management, which significantly shortened students’ queuing
time and reduced time spending on documentation. Our teams
can work effectively and focus on providing quality service to the
students.
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New Self-service Ticketing Machine
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Causes / Root Causes Analysis
and Validation

We assessed our working performance by on-site studies and
from the data collected over a period of 2 months. Then, we
identified the key factors for Service Process Quality Variation
through data and graphical analysis.

® High customer traffic within the short recess time

® Long queuing time

e Limited serving counters due to constraints in space and cost

Solutions

The program of self-service ticketing machines in the market may
not meet our needs. Also, sales data will only be available after it
has been transmitted to the machine supplier and Octopus Card
Limited, which may affect the efficiency in our data ervice ticketing
machines to meet Vitaland's operational needs.

e Vitasoy’s IT Department has developed a program for auto
feeding sales data to reduce the operation time and human errors.

* To set up the self-service ticketing machine by reusing old model
computers, installed with touch screen function, receipt printers,
data processing machine and an Octopus Card Machine.

 Sales volume will be automatically worked out by the new system,
thus greatly reducing staff’s working hours.

Achievement & Benefit

Tangible Benefits

e Students can buy the ticket during non-peak hours to avoid
queuing. The average queuing time has been reduced by 30 %.

® The revenue per man hour has been increased more than 10 %.

¢ As the frontline staffs need not to count the sales volume manually,
the time for handling daily sales data has been reduced from 45
minutes to 20 minutes. Meanwhile, the time for uploading and
downloading data has also been shortened significantly.

* A self-service ticketing machine in the market costs approximately
$30,000 each while our new self-service ticketing machine
costs only $8,700 each. If our new self-serving ticketing
machines are installed at all of our 200+ Vitaland tuckshops,
the total saving may be over HK$6,000,000.

Intangible Benefits

 QOur frontline staff can focus on providing quality service to student
with the self-service ticketing machine which enhances the
working efficiency.

* Increased job satisfaction and sense of belonging for staff who
developed the program and the self-serving machines because
of the recognition from the company and the adoption of the
proposals.

* Enhanced awareness of environmental protection with a better
use of resources and reduction of waste by the recovery of old
computers.
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Quality Experience Sharing and Benchmarking Activities in 2013
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During the year, we continued to build on the legacy of Quality Improvement and Experience Sharing (QIES) Convention.The
organizing committee has organized a series of quality experience sharing and benchmarking activities, including forums, seminars
and industrial visits to Vitasoy International Holdings Limited, LSG Lufthansa Service Hong Kong Ltd. and Queen Elizabeth
Hospital, for the eight participating organizations and other related parties. These activities served as a good platform to
enhance our professional knowledge and share our precious experience, which led us to further success in the quality
journey.
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